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Virtual Office launched in 
North Geographic Business Unit 
On Nov. 10, Blue Cross and Blue Shield of Florida launched the first phase of its innovative, physi­
cian-focused program, Virtual 
Office in the North GBU. One 
of our top priorities to help us 
achieve our managed care vision, 
Virtual Office will change how we 
interact with physicians in the 
medical community. 
Dr. Larry Tremonti, vice 
president, Care and Delivery 
System Management, notes, "We 
wafl-t te strengt-hen-eur relation­
ships with physicians across the 
state and make it easier for them to 
practice quality, effective medicine 
that is valued by our customers." 
In developing Virtual Office, he 
aid, "we talked with physicians to 
get a better understanding of their needs and discussed 
how we could add value to the delivery and receipt of 
health care." 
Virtual Office responds to that feedback. The initiative 
moves information and capabilities directly into the 
physicians' offices, so that information is available when 
the doctor needs it. 
"I want to spend my time helping patients," says 
Dr. Guy Selander, who operates a large family practice in 
Jacksonville. A past president of the Florida Medical 
Association, Dr. Selander says Virtual Office, "makes Blue 
Cross and Blue Shield of Florida more physician-friendly," 
something all health care plans should be doing, he says, 
rather than creating "roadblocks" for doctors. 
Strategic importance 
Virtual Office provides the technological base needed 
to power BCBSF's driving managed care strategy. The 
initiative will enable BCBSF to gather, integrate and 
manage patient, treatment and financial information­
critical capabilities needed to improve patient care and 
health outcomes. 
makes Blue Cross 
and Blue Shield 
of Florida more 
physician-friendly ... 
••••••••••••••••• 
"Virtual Office really addresses our 
managed care vision by helping us achieve 
a higher level of win-win relationships with 
select physicians," says Dan Lestage, M.D., 
vice president of Professional and Organiza­
tion Relations. "It will reduce the hassle factor 
for doctors, their staffs and our patients, facil­
itate decision making, and expedite patient 
care, claims processing and payment. This 
will result in quality, accessible health care 
services for our customers." 
While our competitors may offer some 
of Virtual Office's capabilities, none has electronically 
integrated a package of this magnitude that works with 
the physicians' own practice management systems. 
Even before Virtual Office is fully implemented, 
physicians and customers will see significant improve­
ments. With Virtual Office in place, 
patients visiting their doctors will 
know exactly what's going to be 
done, what's covered, what choices 
they have to consider and how 
much they must pay for services. 
When referrals are necessary, 
they'll leave with the form in hand. 
And providers will be able to 
answer nearly all of their patients' 
-,- - !',... -f}ttestions immediately. 
� Dr. Selander is particularly 
pleased with the ability he will 
have to make referrals generally 
without authorization. 
Continued on page 2. 
VO puts information 
at physician's fingertips 
Virtual Office integrates with the physician's 
own practice management system so that by 
hitting a computer key, staff has access to real-time 
BCBSF information. 
Virtual Office Release 1 unleashes the following 
capabilities: 
■ Benefit and eligibility information -
Providers can obtain this information while the 
patient is in the office. 
■ Medical clearance information - Physicians 
will be able to notify us on-line when referrals are 
made. With few exceptions, authorizations will not 
be required. 
■ E-mail- BCBSF and the provider's office 
can communicate using electronic mail. 
■ Single point of accountability - Instead of 
dealing with more than 80 different areas of the 
company, providers will access BCBSF through the 
Virtual Office. And each physician will be assigned a 
provider liaison who can answer all their questions. 
■ Monitoring and reporting - This will help 
us determine how well a physician is managing care 
and evaluate continuous quality improvement. 
■ Process Control - This early warning 
system tells us of technical problems that need to 
be addressed. 
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Internet home page offers customers valuable information 
BCBSF adds Web site to the 
electronic superhighway 
BCBSF went on-line Sept. 4, launching a Web site, or 
home page, on the Internet. 
"The Internet has a tremendous amount of market-
ing potential for us, particularly in the small group and 
individual segments," says Ken Sellers, vice president 
and market segment champion. He sees the electronic 
infrastructure and governance processes needed to 
support the technology. 
BCBSF' s Electronic Commerce Council, which 
started as an informal group exploring Internet capabili­
ties, is involved in helping BCBSF identify and evaluate 
future enhancements that could include E-mail and 
interactive capabilities. medium as a customer-friendly distribu­
tion channel consistent with BCBSF's 
low-cost producer strategy. 
• • Vuirour "We are developing the Internet as a tool that is in lock step with our marketing 
and managed care strategies," explains 
Harold Barnett, director, corporate 
communications, a member of the coun-
Indeed, others in the industry think 
so, too. The health care and insurance 
industries are expected to spend over 
$300 million on electronic commerce 
Webric� 
cil. Ultimately, customers will be able to 
transaction services by the year 2001, 
according to a 1997 analysis report 
published by The EDI Group, Inc. By the 
start of the next decade, nearly 21 percent 
http:/ lwww.bcbsfl.com dial in, view their product choices and 
enroll on-line. ••••••••••••••••• For now, BCBSF' s home page is 
of all documents sent by the health care and insurance 
industries and more than half of all business-to-business 
documents will be via electronic data exchange, the report 
predicts. Competitive advantage is the greatest driving 
force in electronic commerce implementation in these 
industries, EDI Group notes. 
"Customer expectations have changed as society has 
adopted new technology," Catherine Peper says. The 
director of BCBSF' s 
Who We( ) Are 
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Directory 
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Electronic Commerce 
department sees the 
Internet as a gateway to a 
business environment 
that offers customer 
service capabilities free of 
paper forms, endless 
telephone tag and costly 
delays associated with 
mailings. "The possibili­
ties are infinite," she 
says. Peper cautions, 
however, that the chal­
lenges are equally 
enormous given the 
BRIC offers Internet 
demo and training 
Employees should check out the Business Research Information Center (formerly the Corporate Library) 
at Deerwood Corporate Campus. The BRIC staff will 
provide BCBSF Web site demonstrations Fridays in 
December, 11 a.m. to 1 p.m., or upon request. 
The BRIC offers three PC work stations with Internet 
access for use Monday to Friday, 8 a.m. to 5 p.m., in busi­
ness research. Bookmarked Web sites help users find infor­
mation on competitors, BCBSF plans, NCQA, HCFA and 
more. The staff provides assistance with Internet searches, 
on-line databases, CD-ROMs and the BRIC's extensive 
collection of business and health care books and journals. 
For those unsure of how to surf the 'Net, the BRIC 
extends Internet training for beginning and advanced users, 
Wednesdays, 10 a.m. to 12 noon, or by appointment. 
In January, the BRIC is sponsoring the BRICyard 
Brown Bag Lunch training series Wednesdays, 12 noon to 1 
p.m. Enjoy lunch while touring a different industry-related 
Web site each week with the BRIC staff as your guide. 
For more information on BCBSF Web site demos, 
Internet training or the BRICyard Brown Bag Lunch series, 
contact the staff or stop by Building 100, Deerwood 
Campus, and check it out! 
The BRIC Staff: 
Margie Pace, x55344 
Dee Baldwin, x55345 
Ellie Rimar, x50055 
Denise Stafford, x55343. 
being used as an educational tool, provid­
ing customers with general company, product and health 
care information. Customers can use the site as a source 
of information on a host of health care related topics. The 
Health and Wellness section is chock full of information. 
It includes links to other Web sites, like the American 
Heart Association, World Health Organization, American 
Red Cross and others. There is even an inter-active 
section with Personal Health Advisor, an on-line version 
of the 24-hour telephone access line available to employ­
ees and most customers. The Web site version enables 
customers to set up their own personal health profile, ask 
questions and get health-related information on-line. 
This month the company activated a career opportu­
nities section that highlights descriptions of job families 
and employee benefits. Eventually, the section will 
include current job openings and E-mail capabilities for 
submitting resumes directly into our Resumix system. 
Coming soon 
BCBSF's Health Plan Choices section will be fully 
operational in the near future. Customers can answer a 
series of prompted questions about their health care 
plan needs, and the system automatically offers up the 
products and services suitable for them. Marketing has 
established special toll-free numbers for Internet cus­
tomers only, so that we can track the number of queries 
generated by the site. 
Come first quarter 1998, customers will be able to 
tap into an up-to-date Provider Directory and potentially 
have access to maps showing where physicians' offices 
can be found. 
"This is our entry into the world of cyberspace," 
says Barnett. "We are still in our infancy in developing 
Web-enabled technology, but we are working on it." 
North GBU launches VO 
Continued from page 1. 
"Referrals are a nightmare with most health plans," 
he notes. "Health Options is our biggest plan. If we can 
get a better handle on that one piece of business, it will 
be wonderful," he says, "a real plus for the patient." 
Dr. Selander also believes having eligibility and benefit 
information available to him on-line will cut down on 
billing mistakes and create "less hassle for patients." 
In addition, Virtual Office will reduce work load 
and administrative expenses for both BCBSF and 
physicians, an important means of meeting our goal 
to be low-cost producer. 
Virtual Office is being developed in several phases 
and will be implemented in a series of five releases. Each 
release enhances the capabilities of earlier releases, adds 
critical new capabilities, and extends those capabilities to 
new physicians and products. 
The company is introducing Virtual Office in Jackson­
ville first, followed by the full North GBU, South GBU 
and Central GBU. Physicians can expect Virtual Office to 
be fully operational in all GBUs by the year 2002. 
